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ABSTRACT

This research aims to identify the factors that determine customer satisfaction
of e-government services. Based on theory and relevant previous research, five
hypothesis are formulated, which contain five independent variables, security and
privacy, trust, accessibility, awareness of public services, and quality of public
services, and one dependent variables, customer satisfaction.

Data used in this research is primary data collected through questionnaire
distributed to 90 treasurer or finance staff as institution taxpayer in Blitar State
Treasury Authority’s precinct. Questionnaire distributed tested through validity
and reliability test. Research datas are analyze using multiple linear regression.

Based on multiple linear regression, trust, accessibility, and quality of public
services are significantly influence customer satisfaction. These findings may
utilized by Ministry/Institutions to unveil the key factors in developing e-
government which are compatible with citizens’ needs and desire as the public
service customer.
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